
EIM/ESM Update 
Your source for Enterprise Invoice/Service Management news! 

Provider Bulletin:  Extended Hours for EIM/ESM! 

Do you need to use EIM/ESM later in the evening to serve 
your clients?  As of next week, we are increasing our hours of 
availability to help you do just that.  Starting Monday, May 
5th, you will be able to use the EIM/ESM service well into the 
night time: 

We’re increasing availability of 
EIM/ESM by over 40% in 
response to feedback received 
from our users. 

Increasing Your Access to EIM/ESM May 2, 2008 

Have EIM/ESM questions?  Call Virtual Gateway Customer Service at 1-800-421-0938.  
A TTY line is available for the deaf and hard of hearing at 1-617-988-3301. 

An extensive learning program is available for providers.  This summer, we 
will introduce new workshops for providers with staff new to Unit Rate 
billing.  Existing providers have shared suggestions for these “hands-on” 
sessions, planned for July and August.  Stay tuned for details! 

On Wednesdays, the service will be available until 7:00 
PM to allow time for scheduled maintenance activities. 

Get to EIM/ESM online 
content more quickly by 
entering “www.mass.gov/
vg/eimesm” in your address 
bar.   
Contact us at pos.eim-
esm@state.ma.us. 

Need more information? 

Next week, the EIM/ESM Implementation Team will be sending “Welcome Packages” to many 
provider organizations.  These communications alert providers – some of whom already use 
EIM/ESM – to contracts held with EOHHS agencies that soon will “go live” on the service. 
Each organization contacted will hear from their Provider Access Lead.  This member of the 
EIM/ESM Team will assist providers with preparations.  We look forward to welcoming new 
providers and to expanding our relationships with those already known! 

The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services (EOHHS) 
Virtual Gateway.   To learn more about the EIM/ESM service, please see the Overview on our web site. 

EIM HOURS BEFORE  5/5/08 EIM HOURS AS OF 5/5/08 

7:00 AM TO 7:00 PM 
Every day of the week 

7:00 AM TO 1:00 AM   
All days but Wednesday 

Our intent is to support providers’ mission-critical activities, 
whenever they occur.  Changes starting next week build on 
previous efforts to bring EIM/ESM to you when you need it.  
In December, we made weekend hours available.  The chart 
below shows how we’ve continued to expand access: 

Continuing Our Efforts to Make EIM/ESM More Available 

Total Hours, By Week, When EIM/ESM 
is "Open for Business"
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As we continue to develop and refine EIM/ESM, we will 
look for ways to further increase availability. 

Virtual Gateway Customer 
Service remains available to 
users Monday through Fri-
day, from 8:30 AM to 5:00 
PM.  If you have a question 
outside of these hours, 
please leave a voice mail 
message (number provided 
below).  Calls will be re-
turned as soon as possible. 

Expanding Our Reach — Bringing More Providers into the EIM/ESM Community 

Preparing New Users — Special Workshops Planned for New Unit Rate Users 
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